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FCC Docket No. CG 03-123 ! - .  

'I A lication for Recertification of the Pennsylvania TRS 
PEhWSYLVAN1.A. WLAY SERtICE November 8,2007 

ANNUAL CONSUMER COMPLAINTS SUMMARY 
JUNE 2003 -MAY 2004 

Category: Typing SkilUSpeed 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized io the customer. for the inconvenience. 
Contact Closed: December 12: 2003 
FCC: Tlyjng Issue 

TTY December 16,2003 
The customer complained that the CA's typing skills were poor. 
Category: Typing Skill/Speed 
Escalation: Received by the Maryland Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: December 16,2003 
FCC: Typing Issue 

January 2004 
Voice January 1,2.004 
The customer felt the CA was the worst he ever had. The CA chastised him for not using 
the GA, and when he requested a supervisor she hung up on him. 
Calegory: Attitude and Manner 
Escalation: Received by the National Relay Center, PA and handled by the National 
Customer Care Center. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: January 1,2004 
FCC: Transparency 

TTY January 21., 2004 
The customer complained the CA typed too many spaces in between the words. 
Category: Other (Mist) 
Escalation: Rece.iv,ed by the National Relay Center, PA and handled by the same. 
Resolution: Apologized to the cuslomer for the inconvenience. 
Contact Closed: January 21,2004 
FCC: Typing Issue 

Februan7 2004 
Voice February 2,2004 
The customer conqdained that the CA made inappropriate remarks about her mother who 
is a VCO user. 
Category: Attitude and Manner 
Escalation: Received by the National Relay Cenler, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the incident 
would be reported. 
Contacf Closed: February 2,2004 

AT&T PROPREThY - USE Pl-l'RSUmT TO COMPANY MSTRUCTIONS 
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ANNUAL CONSUMER COI\ITZMNTS SUMMARY 
Wh'E 2003 - MA Y 2004 

FCC: Transparency 

March 2004 
TTY March 3,2004 
The customer complained that the CAS did not type verbatim, did not follow his 
instructions, and did not identify tliemselves when he requested. 
Category: Other (CAIOPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the National 
Customer Care Center. 
Resolution: Apologized for the inconvenience, and assured the customer the managers of 
the CAs would follow up accordhgly. 
Contact Closed: March-3 1,2004 
FCC: Verbatim 

TTY March 23,2004 
The customer complained that the CA did not type a word. 
Category: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Explained to the customer that the answering machine message was dificult 
to understand. 
Contact Closed,: March 24,2004 
FCC: Verbatim 

Anril2004 
TTY April 1,2004 
The customer complained that the CA typed terribly and spelled poorly. 
Category: Typing SkilUSpeed 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolutions Apologized and thanked the customer for providing feedback. 
Contact Closed: Apnl I ,  2004 
FCC: Typing Issue 

TTY April 7, PO04 
The customer complained about the CA's typing skills. 
Category: Typing SkiWSpeed 
Escalation: Received by the National ReJay Center, PA and handled by the same. 
Resolution:'Apolo~ized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contacl Closed: April 7: 2004 
FCC: Typing Issue 

TTY April 12,2004 
The customer complained that the CA made too many w i n g  errors. 
Category: Typing SkilVSpeed 
Escalation: Received by the h4aryIand Relay Center and handled by the same. 
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PAFCCO603-0504 



FCC Docket No. CG 03-123 
'I A lication for Recertification of the Pennsylvania TRS 

November 8,2007 . P E g f i S * a V A m m h V & E R f i C E  I 

AYWUAL CON3UhBR COhIYLAiNTS SuMMfly 
JUNE 2003 - MAY 2004 

Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: April 12,2004 
FCC: Typing Issue 

Voice April 15,2004 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolutioa: Apologized for the inconvenience, and explained that no records are kept of: 
the conversations. 
Contact Closed: April 15,2004 
FCC: Verbatim 

' 

TTY April 28,2004 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CNOPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer that the CAS 

. are trained to relay verbatim. 
Contact Closed: April 28, 2004 
FCC: Verbatim 

May 2004 
Voice Mag 10,2004 
The customer complained that the CA was making comments during her conversation. 
Caiegory: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: May 10,2004 
FCC: Transparency 

TT3' May 20,2004 
The customer complained that the CA did not relay hisher conversation accurately. 
Category: Other (CNOPR) 
EscaJation: Received by the National Relay Cenler, PA and handled by the same. 
Resolution: PLpologized for the inconvenience, and assured the customer lthe CA's 
manager would follow up accordingly. 
Contact Closed: May 20,2004 
FCC: Verbatim 

AT&T PROPRTETARY - USE PURSUANT TO COMPANY INSTRUCTIONS 
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June 22,2005 

DA 05-1 681 
CG Docket 03-123 

CC Docket No.98-67 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 
FEDERAL COMMUNICATIONS COMMISSION 
445 1 2TH STREET S W 

WASHINGTON DC 20554 
ROOM TW-B204 

Re: Submission of 2005 Annual Log Summary of TRS Consumer Complaints 

Dear Ms. Dortch, 

In accordance with DA 05r1681, released June 16,2005 at CG Docket 03-1 23’ enclosed 
please find an original and four (4) copies of the annual consumer complaint log summaries for 
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-mpnth period ending 
May 31,2005. Also, please find a copy of the complaint log summaries, on the enclosed 3.5 inch 
diskette. ATBT, as the provider for Pennsylvania TRS, has maintained the consumer 
complaints, and has prepared the enclosed complaint log summaries. 

If you have any questions or need additional jnfonnatjon, please contact E r k  Van 
leschke at (71 7) 783-3850 or eieschke@state.pa.us. 

i 
Robert A. Rosenthal, Director 
Bureau of Fixed Uljlity Services 

Enclosures 
! 

cc: Eric Van 3eschke;FUS Telco 
Dana Jackson, Consumer & Governmental Affairs Bureau, Disability Rights Office 



AT&T.RELAY SERVICES 
ANNUAL SUMMARY OF CONSUMER COMPLAINTS 

lune 1,2004 through May 31,2005 

Complaint Summary by Category 

PENNSYLVANII 

AT&T RELAY SERVICES 
2005 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
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, AFNU Al, CONSUWER COMI?LA\RTS SUMMARY 
3UNE 2004 - MA 1'2005 

June 2004 

TTY June 9,2004 
The customer complained that it took too long for relay to answer. 
Category: Answer/uiail Time 
Escalalion: Received by the Relay Website and handled by the National Customer Care 
Center. 
Resolution: Apologjzed for the inconvenience, and explained that due to high Call 
volumes: the wait time was longer than usual, 
Coniact Closed: June I 1 2004 
FCC: Answer Performance 

TTY June 11,2004 
The cusiomer complained that the CA typed 100 slow and made too many mistakes. 
Category: Typing Skill/Speed 
Escalation: Received by the Relay Websjte and handled by the National Customer Care 
Center. 
Resolution: Apologized for the inconvenjence, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: June 13: 2004 
FCC: Typing Issue 

TTY Jane 3 6,2004 
The customer complained that the CA jntempted him. 
Category: Attitude and Manner 
Escala~ion: Received by the P,ennsylvanja Relay Center and hand1e.d by the same. 
Resolution: Apologized for the inconvenience, and assured the cuslomer the CA's 
manager would follow up accordingly. 
Contact Closed: June 16,2004 
FCC: Transparency 

Voice June 29,2004 
The customer complajned lhar the CA did not relay her message properly. 
Csiegory: Atfitude and h4amer 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized IO the cuslomer for the jnconvenjence. 
Contact Closed: July 14,2004 
FCC: Verbatim 

J u h  2004 

TTI' July 14,2004 ', 
The customer complajned he had to wait a long time to reach a CA. He also complained 
ilia1 when ihe CA finally came on, her message was garbled. 
Caregory: AnswerMail Time , .  

AT&T PROPRIETARY - USE PURSUANT TO COh4PANY INSTRUCTIONS 
PAFCC0603-OS04 
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I JUNE 2004 - M Y  2005 
I 

Escalation: Received by the Relay Website and handled by the Nalional Customer Care 
Center. I 

Resoluiion: Apologized, and explained that there were a high volume of calls on the day l 
and time he noted. Set up a profile to elemjnate garbling. 
Contact Closed: July 16,2004 I 

FCC: Answer Performance 

I 

August 2004 

TTY August 2,2004 
The customer complained that tlieCAs are not hones1 and do not relay her calls 
accurately. 
Category: Other (Misc) 
Escalaiion: Received by the Georgia Relay Center and handled by the National 
Customer Care Center. 
Resolution: Apologized to Ihe customer for the inconvenience, and explained that all 
conversations are relayed verbatim. 
Contact Closed: August 31,2004 
FCC: Verbatim 

TTY August 2,2004 
The customer complained that afier caIling the relay, she repealedly sees a message that 

Category: AnswerNait Time 
Escalaiion: Received by the Relay Customer Service Line and handled by the National 
Customer Care Center. 
Resoluiion: Explained to the custonier that she will receive that message if a CA is not 
available to handle her call. 
Contact Closed: August 31,2004 
FCC: Answer Performance 

all CAS are busy. b 

TTY August 5,2004 
The customer complained zhal the CA dialed the wrong number: did not type verbatim, 
and mispelled too many words. 
Caregoty Olher (CNOPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Conlacf Closed: August 5: 2004 
FCC: Verbatim 

Sentem b.er 2004 

TTY September 13,2004 
The customer complajned the CA was slow io respond and typed poorly; 

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTHUC1'lONS 
PAFCC0603-0504 - 2 .  
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Category: Typing SkillISpeed 
Escalation: Received by the National Relay Cenrer, PA and handled by the same. 
Resolulion: Apologized for the inconvenience, and assured the cuslomer Ihe CA's 
manager would follow up accordingly. 
Contad Closed: September 13,2004 
FCC: Typing Issue 
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Ocfober 2004 - Nothing to report 

_R'ovcm ber 2004 

TTY November 1,2004 
The customer coniplained thal the voice person had heard rude comments made by the 
CA during his conversation. 
Category: Other (CNOPR) 
Escalation: Received by ihe Natidnal Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contacl Closed: November I ,  2004 
FCQ: Confidentiality 

Voice November 20,2004 
The customer complained that the CA interrupted his call. 
Category: Other (CNOPR) 
Escalalion: Received by the Na~ional Relay Center, PA and handled by the same, 
Resolution: Apolagjzed for the inconvenjence, and assured the customei the CA's 
manager would follow up accordingly. 
Conlact Closed: November 20: 2004 
FCC: Transparency , 

TTY December 13,2004 
Tlie c.usiomer complained about CAS not typing a recorded message verbatim, and not 
following jpstructions. 
Caregoor: Other (CAIOPR) 
Escalation: Received by lhe Relay Customer Service Line and handled by the National 
Cust omer Care. Ceni er. 
Resolution: Apologjzed for the inconvenience, and assured the cuslomer the CAS' 
managers would follow up accordingly. 
Conlac1 Closed: December 31: 2004 
FCC: Verbatim 

AT&T PROIWETARY - USE PURSUANT TO COMPANY IXSTRUCTIONS 
PAFCCU603-OS04 



FCC Docket No. CG 03-123 
or Recertscation of the Pennsylvania TRS PENRSYLVANIA RELAY Sf%?%&! November 8,2007 , 

ANVAL COBSUhWR CWM.,AINTS SMhMAN Page 159' 
JUNE 2004 -MAY 2005 

J a n u a ~  2005 

TTY January 2,2005 
The customer complained that 1he CA did not relay accurately, and would not transfer her 
call to another CA. 
Category: Other (CNOPR) 
Escalation: Received by the Relay Customer Service Line and handled by the National 
Customer Care Center. 
Resolulion: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Confact Closed: February 3,2005 
FCC: Verbatim 

' 

Februarv 2005 

TTY February 3,2005 
The customer complained that the CA typed the wrong telephone number when leaving a 
message on her answering machine. 
Category: Other (CMOPR) 
Esca)afion: Received by the Relay Customer Service Line and handled ,by the National 
Customer Care Center. 
Resolution: Apologized For the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: February 4: 2005 
FCC: Verbatim 

TTY February 18,2005 
The customer complained that the CA was misspelling a lot of words. 
Category: Typing Skill/Speed 
Escalation: Received by the National Relay Center: PA and handled by the same. 
Resolulion: Apologized for the jnconvenjence, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: February 3 8,2005 
FCC: Typing Issue 

March 2005 

TTI7 March 9,2005 
The customer complained that the CA did not comply with her request to have a female 
CA handle her call. 
Category: Attitude and Manner 
Escalation: Received by the Georgia Relay Cenrer and handled by the same. 
Resolufion: Apologized for the inconvenience: and.assured the customer the CA's 
manager would follow up accbrdingly. 

AT&T PROPRIETARY - USE PURSUANT TO CO?lPANV INSTRUCTIONS 
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JUNE 2004 - MAY 2005 
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Contact Closed: March 9,2005 
FCC: Gender Accommodation 

Anril2005 

TTY April 21,2005 
The customer complajned that the CA had typing errors during his conversation which 
caused confusion. 
Category: Typing SkiWSpeed 
Escalation: Received by the National Relay Cenler, PA and handled by the same, 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: April 2 1,2005 
FCC: Typing Issue 

1 

May 2005 

TTY May 34,2005 
The customer complained that the CA misspelled too many words. 
Category: Typing Skill/Speed 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolulion: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: May 14,2005 
FCC: Typinglssue 

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS 
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Application for Recertification of the Pennsylvania TRS 
COMMONWEALTH OF PENNSYLVANIA November 8,2007 

I n 
W@@@ P q e  361 

IN REPLY PL€ASE 
REFER TO OUR FILE 

P E N N Y  LVANA PWJC D!\L\N CoMM\ss\oN TtMUC 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

June 26,2006 

MARLENE H DORTCH 
OFFICE OF THE SECRETAR? 
FEDERAL COMMUNICATIONS COMMJSSJON 
445 12TH STREET SW 

WASHINGTON DC 20554 
ROOM TW-B204 

DA 06-1 175 I 

CG Docket 03-123 

. Re: Submission of2006 Annual Log Summary of TRS Consumer Complaints 

Dear Ms. Dortch, 

In accordance with DA 06-1 175, released May 3 1,2006 at CG Docket 03-123 enclosed 
please find an original and four (4) copies of the annual consumer complaint log summaries for 
the Pennsylvanja'Telecommunication Relay Service (TRS) for the 12-month period ending 
May 3 1,2006, Also, please find a copy of the complaint log summaries on the enclosed 3.5 inch 
diskette. AT&T and Captel, Inc., are the providers for Pennsylvania TRS and captioned 
telephone service respeclively, they have maintained the consumer complaints, and have 
prepared the enclosed cornplakt log summaries. 

If you have any questions or need additional information, please contact Eric Van 
Jeschke at (71 7) 783-3850 or ejeschke@,state.Da.us. 

Sincerelv. 

Robert A. Rosenthd, Director 
Bureau of Fixed Utility Services 

Enclosures 

cc: Eric Van Jeschke, FUS Telco 
Pam Gregory, Consumer & Governmental Affairs Bureau, Disability Rights Office 



AT&T RELAY SERVICES 
PENNSYLVANIA 

2006 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June I, 2005 through May 31,2006 

AT&T RELAY SERVICES 
PENNSYLVANIA 

ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June I, 2005 through May 31,2006 

Complaint Summary by Category 

Transparency 1 0 0 0 0 0 0 1 0 0 0 0 2 

Verbatlm 1 a 0 2 0 0 1 0 1 0 0 0 - 5  
Contldsntlallty 0 0 0 0 0 0 0 0 0 0 0 0 2- 
Typlng Issues 0 0 1 01 1 0 0 I 1 0 0 0 7 
In Call Replace 0 0 0 01 0, 0 0 0 0 0 0 0 0 
Answer Performance 0 0 0 0 01 0 1 0 0 0 0 0 7 
Gender Atsommod8tlan 0 1 0 0 0 0 0 0 0 0 0 0 T 
i Total 2 1 1 2 i 0 2 2 2 0 0 0 

- 
Z 
9 



JUNE 2005 - MAY 2006 

June 2005 

TTY June 1,2005 
The customer complained that the CA got involved in hisher conversation and caused 
confusion during the call. 
Category: Other (CNOPR) 
Escalation: Received by the New Jersey Relay Center and handled by the same, 
Resolution: Apologized for the inconvenience, and assured the customer the CA's , 
manager would follow up accordingly; 
Contact Closed: June 3,2005 
FCC: Transparency 

I 

TTY June 8,2005 
The customer complained that the CA was not typing verbatim and was giving her a hard 
time about placing her 3-way call. 
Category: Other (CMOPR) ' 

Escalation: Received by the Georgia Relay Senlice and.handled by the same. 
Resolution: Apologized for the inconvenience and forwarded to management. 
Contact Closed: June 8,2005 
FCC: Verbatim 

July 2005 

TTY July 8,2005 
The customer complained the CA did not follow instructions by not transferring her to a 
female CA. 
Category: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact CJosed: July 8,2005 
FCC: Gender Accommodation 

August 2005 I 

TTY August 25,2005 
The customer complained the CA was sIow to respond and may have missed part of his 
conversation. 
Category: Typing Skill/Speed 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: August 25,2005 
FCC: Typing Issue 

AT&T PROPRIETARY - USE PURSUANT TO COhlPANY JNSTRUCTIONS 
PAFCCO6OS-0506 
06/09/06 
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JUNE 2005 - MAY 2006 
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September 2005 

TTY September 3,2005 
The customer complained the CA did not type her conversation verbatim. 
Category: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same, 
Resolutjoa: Apologized for the inconvenience, and assured the custqmer the CA's 
manager would follow up accordingly. 
Contact Closed: September 3,2005 
FCC: Verbatim 

TTY September 14,2005 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CNOPR) 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: September 14,2005 
FCC:' Verbatim 

October 2005 

TTY October 17,2005 
' The customer complained the CA was rude, typed very slow, did not provide a GA when 
needed, and eventually hung up on her. 
Category: Attitude and Manner 
Escalation: Received by the Georgia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: October 17,2005 
FCC: Typing Issue 

November 2005 - Nothing to report 

December 2005 

Voice December 14,2005 
The customer complained heishe had difficulty reaching the relay service. 
Category: AnswerIWait Time 
Escala.tion: Received by the National Customer Care Center and handled by the same. 
Resohtion: Apologized for the jnconvenience. 
Contact Closed: December 16,2005 
FCC: Answer Performance 

AT&T PROPRlETAIh - USE PURSUANT TO COMPANY INSTRUCTIONS 
PAFCC0605-OS06 
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of the Pennsylvania TRS 
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JUNE 2005 - MAY 2006 

TTY December 28,2005 
The customer complained the CA had not relayed the call verbatim, 
Category: Other (CNOPR) 
Escalation: Received by the Pennsylvania Relay Center and handled by the National 
Customer Care Center. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: December 29,2005 
FCC Verbatim 

January 2006 

Voice January 14,2006 
The customer complained the CA was rude and interfered in the call. 
Category: Attitude and Manner 
Escalation: Received by the National Relay Center, PA and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: January 14,2006 
FCC: Transparency 

TTY January27,2006 ' 

The customer complained the CA had poor typing skills. 
Category: Typing Skill/Speed 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: January 27,2006 
FCC: Typing Issue 

Februarv 20.06 

'STY February 37,2006 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CMOPR) 
Escalation: Received by the Georgia Relay Center and handled by the National 
Customer Care Center. 
Resolulion: Apologized for the inconvenience, and assured the custonier the CA's 
manager would follow up accordingly. 
Contact Closed: February 20,2006 
FCC: Verbatim 

AT&T,PROPRIETARY - USE PURSUANT TO COMPANY MSTRUCTIONS 
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TTY February 20,2006 
The customer complained that the CA made many typing errors. 
Category: Other (CNOPR) 
Escalation: Received by the Georgia Relay Center and handled by the National 
Customer Care Center. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: February 21,2006 
FCC: Typing Issue 

March 2006 - Nothing to report 

April 2006 -Nothing to report 

Mav 2006 - Nothing to report 

AT&T PROPRIETARY - USE PURSUANT TO COMPANY INSTRUCTIONS 
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Application for Recertiiication of the Pennsylvania TRS 
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charlc~erslg~rbled M e r  lnlllal lroubieshmting, edvibcd cusIomcr Io I 

2140 PA 12RO~005955:00AM NA 22010 texl wniacl lelephone company lo ensure lunaional line. 12/2M005 t 2 5 f f l  PM MMo 1 
~ 

Apologized lor incidence, &Ned Io reseerdl prablm 
call and inform Cali Cemcr Dieaor. RC6eDfCh ,' 

Cuslomer shared feedback repardlng-capriming I 

speed. CSR epolopired lor incidence and lhanhbd 
~115tomer for the keedback ond imonneb e)s~m:r hat 
the feedback +Id be shared wilh eppropriale 
optioning service4lmfl. Swgeslett cus~mr 
dooJment Ihe dele. lime, CA #, and explain 

Caplions Lag too far expertem tor any trnure talk where c a p l i w  

1 
! 

I 

Captlom - SIDP In 
2221 PA 11412W€650:WAM NA 22030 rniddle01CBll inaicales (hat this was an isolated lechnicel incident. llrV2006 1:WW PM RW 

l/l(v;10064W.XOPM , MMo 2283 PA 1/1U220062:25:M)PM NA 11040 behlndvdce IO be ineaurale. 
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2284 

2372 

2378 

2465 

2452 

2828 

2871 

2872 

2531 

2599 

2873 

2619 

1874 

!681 

!929 

!927 

!858 

!982 

832 

045 

154 

895 

217 

345 
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PA 111012006 2:25:00 PM NA 11 030 

Cu5t~~e1 sharedleedbwk ~gav i iw~  a w e q  at 
wp1;ons. CSR apologizwl for incidence and hank& 
cuslomer for the feedback and hformed cuslomer Ihal 
the feedback would be shared with appropriate 
captioning service staff. Suggested cuslomer 
documen1 the dale, time, CA 1, and explain experience 
for any future calls where captions seem to be 

Accuracy of captions inaccurate. 1/10/2006 4:OO:OO PM 

Page1368 I 

~ 

' ,  

PA 1/23/2006 1:55:00 PM 

PA 1/26/2006 8:30:00 AM 

PA 1/30/2006 72:35:0D PM 

PA 2/1/2006 12:35:00 PM 

PA 2/2/2006 4:20:00 PM 

PA 2/5/2006 2:OO:OO PM 

PA 2/8/2006 1:30:00 PM 

NA 22090 

NA 50010 

NA 50990 

NA 22110 

NA 22990 

NA 22990 

NA 22090 

Sent customer informallon explaining the difference 
between a CapTel phone and a traditional phone, 
Explained lo customer why disconnection/reconnection 

I 

I 

DisconnecVReconnecl might be occurring and sent email with Ups to reduce 
during calls (heir occurrence. 1(23/2006'5:30:00 

~ Billing Issue - 10-10 

use 
numbers - unable lo Tech support lo investigate circumstance. In the I 

1/26/2006 8:3000 Ap interim, caller is using the default carrier. 

I 
I 
I 

Reset customer's prefened carrier of choice in our 
system. Confirmed customer is nbw able to make long 
distance caplloned calls once agaln. Billing - General 113012006 1:15:00 PM 

Advised customer to make use of Volume and Tone 
senings IO optimize sound quallty on Capfel phone. 

I 
! 

Also advised customer how to properly hold handset 
Echo Sounds - lor echo reduction. Also advised possibility d uslng an 
CapTel user hears' assistlve listenlng device. 2/2/2006 9:30:00 Ad ' 

Technlcal - General restored. 
Regional network problem idenllfied. User service 

Technical - General restored. 3/1/2006 7:20:00 P 
Regional network problem identified. User service 

Technical - General restored. 

Regional Network Problem identilied. User service I 
2/2/2006 4:30:00 PM 

2/27/2006 1O:OO:OO AM 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

PA 

Advised customer to keep log of problematic call, 
noting date and time (and CA#) and forward that 

Regional network problem identified. User service 

I 
I 
1 CBplions Lag loo far 

11040 behind voice information lo CCS for furlher investigalion. 3/1/2006 1O:OO:OO 2nltz006 9:20:00 AM NA + 2/26/2006 9:OO:OO AM NA 22990 Technlcal - General restored. . 2/28/2006 12:OO:OO 

CSR representative apologized for this incidence and 
shared how CapTel corrections can be recognized in 
the text in ( ). Customer's suggestion shared with Call 

Regional network problem identified. User service 

Regional Network Problem idenlified. User service 

Regional Network Problem identified. User service 

~ 

i 
2/26/2006 10:45:00AM NA I 11030 Accuracy of captions Center personnel. 2/28/2006 10:45:00 Ab 

2/28/2006 11:50:00 AM NA 22990 Technical - General restored. 2/28/2006 12:lO:OO Pb  
i 

3/1/2006 7:30:00 Ph'l NA 22990 Technical - General ' reslored.' 3/9/201)6 5:45:00 PM 1 
3/5/2006 2;55:00,vM NA ., 22990 Technical - General restored. 3/7/2006 12:OO:OO PM 

! 
3/10/2006 1:05:00 PM NA 50990- Billing - General Collected billing detail and took coriective action. 3/10/2006 4:45:00 p a  

I 
Technical problem idenliled. Resolulion provided by 

3/13/2006'11:25:00 AM NA 22,990 Technical - General network vendor software change. 3/15/2006 11:50:00 A?+ 

* '  1 
Doc Y 615322 Page2013 i 

~ 

1 

2/9/2006 9:lO:OO AM 

2/14/2006 5:OO:OO PM 

2/15/2006 8:55:00 AM 

2/15/2006 12:lO:OO PM 

2/16/2006 7:ZO:OO AM 

2/17/2006 12:20:00 PM 

2/17/2006 2:OO:OO PM 

2/20/2006 12:15:00 PM 

NA 50990 

NA 50990 

NA 22990 

NA 22990 

NA, 22990 

NA 50990 

NA. 22990 

t!!A 22090 

Bliling - General 

Billing - General 

Technical - General 

Technical - General 

Technical - General 

Billinp - General 

Technical - General 

Technical - General . 

I 

Explained lo customer that any normal long dlstance 
charges apply when making a long dislance caplioned 
call. 
Set up customer's preferred long dislance company in 
syslem. 2/14/2006 5:OO:OO Pkl 
Regional nelwork problem identified.User service 
restored. 2/27/2006 1O:OOOO AM 

2/15/2006 4:00.90 P ?!4 , 
Regional Network Problem identified. Use r  service 
reslored. 
Regional network problem Identified. User service 
restored. 3/1/2006 12:OO:OO PM 
Consumer's preferred carrier of choice documented in 
our system. 2f17i2006 12:25:00 PM 
Regional Network Problem idenllfied. User service 
resfomd. 2/17/2006 3:30:00 PM 
Regional Network Problem identified. User servlw 
restored. 

2/9/2006 9:lO:OO AM 

, 

2/20/2006 12:30:00 PM 



PA 3/14/2006 11:45:00AM NA 

PA 3/35/2006 8:40:00 AM NA 

PA 3/15nODB 8:40:00 AM NA 

PA 3/16/2006 725:OO PM NA 

PA 3/16/2006 815:OO PM NA 

PA 3/16/2006 8iS:OO PM NA 

PA 3/18/2006 2:15:00 PM NA 

PA 3120/2006 2:15:00 PM NA 

PA 3/28/2006 3:15:00 PM NA 

PA 3/30/2006 4:OO:OO PM NA 

PA m/2006 3:55:00 PM NA 

PA 4/10/2006 930:OO AM NA 

PA 4/10/2006 10:25:00 AM NA 

PA 412012006 a:5o:oo AM NA 

PA 4120/2006 12:05:00 PM NA 

PA 4/20/2006 12:35:00 PM NA 

PA 4/20/2006 12:55:00 PM NA 

PA 4/20/2Offi 1:10:00 PM NA 

PA 4/20/2006 2:50:00 PM NA 

PA 5/1/2006 2:OO:OO PM NA 

PA 5/11/2006 2:40:00 PM NA 

PA 5/181200 10:40:00 AM NA 

I. , 
5, 
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Psgelb9 j 
Regional Nelvrorlr Problem identified. User service 1 

3/14/2006 325:OO PM j DF 22980 Technical -General restored. 

50990 Billing - General Designated Carrier of Choice for long distance Mlling. 3120/2006 8:15:00 M I MM, 

+"?" ;. 

i 
! 

ldenllfied technical incidence on Ihe call reported. 
Captions Lag too far Apologized for Incidence and offered ongoing i 

11040 behind volw troubleshooting assistance should the need arise. 3&!0/2006 8:30:OoAM I MMI 

22990 Technical - General restored. 

22990 Technical - General reslored. 3123/200694000AM I KM 

22990 Technical - General restored. 3/23/200694000AM 1 KM 

22990 Technical - General restored. 3/20/20064:3000PM ~ KM 

I 
Reglonal Network Problem identified. User senrlce 

Regional Nehwrk PmMem identifed. User senrice 

Regional Network Problem identified. User seivlce 

3/21/2006 8:05:00 AM ; KM 

Regional Network Problem identified. User senrice 

Advlsed cuslomer to contacl their telephone company 

Captions - stop in phone line. "Customer should also be cerlaln the 

Captions Lag too far Explained the procedure how Captions'are transcribed 

Advised customer to conned CapTel d,iredly to 

of duplex splilter lo conned answering,machine near 

j 

I ,  
. to check ana possibly upgrade the quality of their 

second llne is available for 2 line mode support. 
I 

3/23/2006 0:15:00 AM ~ MMr 22030 middle of call 
, 
~ 

~ 

11040 behind voice via volce recognition and our CapTel CA 3/28/2006 3:15:00 PM JK 

1 
i 

telephone wall jack, ellminating answering machine 
w h l l  was "cha1ned"wlth CapTel. Recommended use 

I 
DisconnecURewnnect CapTel. and asked customer to conlact CapTel 

Echo Sounds - 22090 during calls Customer Servics if this dld no1 remedy the problem. 3/30/2006 4:OO:OO PM I RW 

22110 CapTel user hears I MMc 
I 

I 

Provided customer with suggestions Io minimlze echo. 4/11/2006 1:3000 PM 
Advised customer to perform eleclronic resetting of 
CapTel phone and provlded a software update. ~ Unable to make 

11050 captioned calls Customer is satlslied. 411 112006 7:30:00 AM MMc 

22090 during calls investigation. 4/1012006 11:30:00 AM ' j m  

Inbound call technical problem reporled at 1192 AM 
on 4/30/06. The problem was resolved at 1:52 PM by 

11990 Service - General CapTel technical support. 4/20/2006 1:50:OOPM 1 KM 

4/20/06. The problem was resolved at 1:52pm by 
11990 Servke - General CapTel technlcal support. 412412006 12:45:00 PM ~ RW 

Inbound call technical problem reported all1:32 AM 
on 4/20/06.,:The problem was resolved at 1:52 PM by 

Inbound call technical problem reported at 11:32 AM 

11990 Service - General CapTel teclinical support. 4/20/2006 1:50,00 PM I KM 

Inbound call technical problem reported at 11:32am on 
4/20/06. The problem was resolved at 1:52pm by 

Disconnecmeconnect Customer wlll log problematic calls and repon them for I 

1 
I 

Inbound call technlcal problem reported at 1 IdPam on 1 
I 

~ 

I 

412012006 3:OO:OO PM ~ OF 11990 Service - General CapTel technical support. 

i 
on 4/30/06. The problem was resolved,at 1:52 PM by 1 

I 

I 

~ 

412012006 2:OO:OO PM 1 JS 11990 Service - General CapTel technical support. 
! 
i Inbound call technical problem reported at 11:32am on 

4/20/06. TCe problem was resolved at 1:52pm by 
I1990 Service - General CapTel technical support. 412012006 3:OO:OO PM ! JS 

Regislered Customer's COC for long distance calls. 
50990 Billing - General Customer made a test call and il worked fine. 5/3/2006 2:DO:OO PM I JK 

50990 Billing - General DF 

I 

I Tech suppori set up a short term solutlon while 
working with the cellular provider lo remedy the cause. 5/11/2006 3:20OO PM 

Registered customer's preferred long distance carrier 
in the systen). Customer now able to make long 

5/18/2006 10:45:00AM DF 50990 Billing - General distance captioned calls successfully. 
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July 11 , 2007 

Eric Van Jeschke, Analyst 
Pennsylvania Public Utility Commission 
Bureau of Fixed Utility Se+ices 
Telecommunications Group 
P.O. Box 3265 
Harrisburg, PA 17105-3265 

ATTN: Mr. Eric Van Jeschke, Analyst 
a 

Re: Telecommunications Relay Service (TRS) Consumer Complaint Log 
Summaries for June 1,2005 through May 31,2006, CGB Docket No. 03-123 

Dear Mx. Van Jeschke: 'I 

The Federal Communkations Commission (FCC) has received your Annual TRS Complaint Log 
Summary, pursuant to 47 C.F.R. 0 64.604(c)(l)(ii). 

' Thankyou, 

Pam Gregory 
Sbecial Advisor, Disability Rights Office - ,- 
Consumer & Govenmental Affairs Bureau 
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COMMQ&€ALT H OF P ENNSYLV ANA 
P.O. BOX 3265, HARRISBURG, PA 17105-3265 

'PENNSYLVANIA PUBLIC UTILITY COMMISSION 

A 
YPY- --. 
l!JyIutvNntlym 

IN REPLY PLEASE 
REFER TO OUR LlLE 

guz 
June 28,2007 

MARLENE H DORTCH 
OFFICE OF THE SECRETARY 
FEDERAL COMMUNICATIONS COMMISSION 
445 12m STREET SW 

WASHINGTON DC 20554 
ROOM TW-B204 

. .  

M-00900239 

DA 07-2762 
CG Docket 03-123 

Re: Submission of 2007 Annual Log Summary of TRS Consumer Complahtg 

Dear Ms. Dortch, 

In accordance with DA 07-2762, released June 22,2007, at CG Docket 03-123, 
enclosed please find an original and four (4) copies of the annual consumer complaint log 
summaries for the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month 
period ending May 3 1 , 2007. Also, please find a copy of the complaint log summaries on the 
enclosed 3.5 inch diskette. AT&T and Captel, Inc., are the providers for Pe~msylvania TRS and 
captioned telephone voice-carry-over relay service respectively; they have maintained the 
consumer complaints and have prepared the enclosed complaint log summaries. 

If you have any questions or need additional information, please contact Eric Van 
Jeschke at (717) 783-38,50 or eieschke@state.va.us. 

cc: Elaine McDonald, FUS 
Kathleen Aunkst, Secretary's Bureau 
Eric Van Jeschke, PUC FUS (paper copy only) 
Louise Fink Smith, PUC LAW (pdper copy only) 
Arlene Alexander, (e-mail copy only) 

Enclosures 



AT&T RELAY SERVICES 
PENNSYLVANIA 

2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1,2006 through May 31,2007 

. ~. . .  . .  . .  . . i  

AT&T RELAY SERVICES 
PENNSYLVANIA 

ANNUAL SUMMARY OF CONSUMER COMPLAINTS 
June 1,2006 through May 31,2007 
Complaint Summary by Category 
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ABMAL CONSUMER CDMPLAJhTS SUMMARY 
JUNE 2006 - MAY 2.007 

June 2006 - Nothing to report 

Julv 2006 - Nothing to report 

August 2006 

Voice August 20,2006 
The customer complained heishe had to wait to reach an operator when using relay. 
Category: AnswerNait Time 
Escalation: Received by the Pennsylvania Relay Center and handled by the National 
Customer 'Care Center. 
Resolution: Apologized for the inconvenience and assured the customer it would be 
reported to our Customer Service Department. 
Contact Closed: August 3 1,2006 
FCC: Answer Performance 

I 

September 2006 -Nothing to report 

October 2006 -Nothing to report 

November 2006 - Nothing to report 

December 2006 - Nothing to report 

Januaw 2007 

TTY January 2,2007 
The customer complained about the CA for hisher typing skills. 
Category: Typing SkilVSpeed 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: January 2,2007 
FCC: Typing Issue 

TTY January 19,2007 
The customer complained he/she had to wait for hisher .call to be answered. 
Category: AnswerAVait Time 
Escalation: Received by the Pennsylvania Relay Center and handled by the same. 
Resolution: Apologized to the customer for hisher inconvenience. 
Contact Closed: January 19: 2007 
FCC: Answer Perforniance 

Pebruaiv 2007 - Notling to report 

PAFCC0606-0507 
- 1 -  



'w . . '  

JUNE 2006 - MAY 2007 

March 2007 

TTY March 27,2007 I 5akk4 

The customer complained the CA made too many typing errors. 
Category: Typing Skill/Speed/ 
Escalation: Received by the Georgia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's 
manager would follow up accordingly. 
Contact Closed: March 27,2007 
FCC: Typing Issue . I 

I 
April 2007 - Nothing to Report 

i 

I 
Mav 2007 - Nothing-to Report 

i 

i 

PAFCCO606-0507 
061107 - 2  - 
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PA Wblk Ulll/ Cornmbsbn Ccnndenlhl 
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. Y - ~ .  .. . .I , . I -.,.:.. '3 t. ..Ty h ' - v -  ..,' ., : a t *  .. LL , , T *  

and senl ernail wilh Ups lo reduce lhelr 
occurrenw. 

difference b e h e n  a CapTel phone and a 
, lradllionel phone. Explained lo cuslornerwhy 

dkwMccllonlreconncclion rnlghl be occurring 
on their second phone nne and sen1 email with 

28706 212812007 8:55:00 PM " PA NA DiiwnnecVReconnect sent customer Information explaining 3/2/2007 DF ' 
during calls 

and nmmmended that lhs phone lines be 

348374/23/2007 10:15:00AM PA NA DiswnnecVRemnnecl Ssnt wslomr Information explaining the 4/23/2007 TM 
during calk dlKerence behveen a CapTel phone end a 

lradilbnal phone. Explained Io cuslomer why 
Uls~nnectlon/rewnnectlPn mlghl be occhinp 
and 56nl email wilh lips io reduce lhelr 
occurrence. 

35201 4/26/2007 64O:OO AM PA NA DisconnecVReconnecl Sent cuslomer informelion explaining the 4/26/2007 MMo 
uurlng a115 difference behveen,a CepTel phone end a 

lradilional phone. Explained Io cuslomerwhy 
dlswnnectlon/reconnecUon mlghl be occurring 
and sent ernell with lips l o  reduce lhelr 
occurrence. 

PA 

PA Public Utility Commission Confidentlal Doc# 672838 


